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Guides the reader through an ITSM transformation journey based on the authors’ real-world experiences, in a ten-step approach.
This textbook, now in its second edition, continues to provide a thorough understanding of the concepts and applications of IT
strategy and management. The book gives an in-depth study of the information technology as a strategic resource, the need for a
strategic approach for its management, and the necessity of its alignment with business strategy. It explains how to prepare an
effective plan for the implementation of information strategy. The book also describes how to evaluate the impact of IT on
organizations and their workforce, and how to measure returns on IT investment. It also covers recent developments in IT
management such as ITIL (Information Technology Infrastructure Library), IT service management, MOF (Microsoft Operations
Framework), COBIT, and standards such as ISO 20000 and B527001, which are currently being practised by the industry but
need more dissemination in the academic arena. This well-structured and clearly written book is designed for the students of MBA,
MCA, BE (IT) and other graduate courses. In addition, IT Professionals who need to update their knowledge continuously for their
professional growth will also find the book quite handy. The book has received wide patronage as textbook and reference book by
several leading MBA schools and technical universities for courses such as Information Management, MIS, IT/ITES Management,
ITSM, and Computers in Management or IT for the Management of Enterprise. What is New to This Edition : Contains an entirely a
new chapter on Computer Ethics, Intellectual Property Rights and Cybercrime Incorporates two new cases on Indian Telecom IT:
Dream IT, and MG Retail: A Case of Missing “e” in Retail Provides multiple choice questions, with answers, for a better grasp of
the concepts discussed
This volume provides guidance on how to design, develop and implement service management both as an organisational
capability and a strategic asset. It is a guide to a strategic review of ITIL-based service management capabilities, with the aim of
improving their alignment with overall business needs. It is written primarily for senior managers who provide leadership and
direction in the form of objectives, plans and policies. It is also benefits mangers at other levels, by explaining the logic of senior
management decisions.
What services does the IT organization really deliver? Rather than discuss the theory around what a service catalog or service
portfolio is, this book gives you the actual IT service descriptions for running, operating, and managing an entire IT infrastructure.
It's all here--complete service descriptions, catalog and portfolio templates, service implementation plans, service governance
processes, and much more all packed into this one handbook! Just about every IT support service is described in this book. Take
the service descriptions you need, mix, match and customize them to quickly create the content needed for your own service
catalogs and portfolios. "Many books talk about how to build a service catalog--this book is a service catalog!" "We really struggled
to identify and pull our IT services together until we saw this material--it saved us months!" "With this material, we can finally tell
the business what IT actually delivers to them!" "A valuable reference resource for ITSM practitioners, service managers, CIOs,
procurement managers, and anyone else sourcing the services needed to run an entire IT infrastructure operation!" "One can put
together an entire IT service management operation just from the service descriptions in this book!"
This book is for those who work in Information Technology (IT) and for those who have IT done to them. Service Management is
all the rage in IT at the moment, hence "ITSM". The leading description of ITSM is ITILÂ®. This book is not about ITIL. Really.
Real ITSMâ¢ is a tongue-in-cheek satirical look at what the real-life practices might be, as compared to the idealised models in
frameworks like ITIL or COBIT or ISO20000 or ... "[My wife] read the introduction and said it was the first IT book that held her
interest past page two" Change Manager, postal service"I experienced numerous moments of amusement, humor and outright
hilarity, which made reading this book at my desk during work hours a bit difficult." Bob GrinsellFor more on Real ITSM (and more
samples from the book!) come to the Real ITSM website.
How do you measure and report your IT services and processes? Which metrics matter the most to senior executives? Finally,
here is a book that shows you how! Not theory, but a practical guide that shows you the operational metrics to use and how these
can be calculated into key performance indicators (KPIs) and critical success factors (CSFs) that resonate with senior
management. In this book, you will learn about the following: Defining and building a comprehensive metrics program Metrics that
are the most important and how to calculate them How to measure your IT services Tips and suggestions for what to do if
inadequate tools and reporting exist Suggested approach for how to build your metrics program step-by-step In addition, this book
directs you to free sources for IT service management process and service metrics and reporting dashboards that you can use
yourself. Simply enter your key operational metrics and the KPIs and CSFs get automatically calculated! "A comprehensive guide
for building any service management metrics program with all the information you need in one place!" "No theory here . . . this
gives us real metrics we can easily go after." "A fantastic addition to our IT service management solution set!""
Today, besides focusing on technology and internal organization of the company, it has become important for IT service providers
to focus on their service quality and relationship with customers. This book has been designed to equip them with the knowledge,
skills and attitudes to deliver quality services and maintain strong business relations with their customers. Presented in concise
form, the book not only discusses the essentials of theory and best practices followed in the industry but also emphasizes the
service improvement process. The book is aimed at students of Computer Science and Engineering, Information Technology,
MCA, M.Sc. (IT) and MBA. Besides, it is equally useful for IT professionals and Trainers.
This volume constitutes the refereed proceedings of the 19th EuroSPI conference, held in Vienna, Austria, in June 2012. The 29
revised papers presented in this volume were carefully reviewed and selected. They are organized in topical sections on SPI and
business factors; SPI lifecycle and models; SPI assessment and quality; SPI processes and standards; SPI in SMEs; SPI and
implementation; creating environments supporting innovation and improvement; standards and experiences with the
implementation of functional safety; business process management; SPI in SMEs - a project management perspective.
Going beyond the usual how-to guide, Lean Six Sigma Secrets for the CIO supplies proven tips and valuable case studies that
illustrate how to combine Six Sigma’s rigorous quality principles with Lean methods for uncovering and eliminating waste in IT
processes. Using these methods, the text explains how to take an approach that is all about improving IT performance,
productivity, and security—as much as it is about cutting costs. Savvy IT veterans describe how to use Lean Six Sigma with IT
governance frameworks such as COBIT and ITIL and warn why these frameworks should be considered starting points rather than
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destinations. This complete resource for CIOs and IT managers provides effective strategies to address the human element that is
so fundamental to success and explains how to maximize the voice of your customers while keeping in touch with the needs of
your staff. And perhaps most importantly—it provides the evidence needed to build your case to upper management. Supplying you
with the tools to create methods that will bring out the best in your employees; Lean Six Sigma Secrets for the CIO provides the
understanding required to manage your IT operations with unique effectiveness and efficiency in service of the bottom line.
The traditional IT operating model of delivering IT to the business in the form of bundled capabilities and assets is now wearing
thin in an age of cloud computing, on-demand services, virtualization, mobile devices, outsourcing and rapidly changing business
delivery strategies. The role of IT is rapidly changing from a primary focus on engineering to a primary focus on service integration.
How might an IT organization effect this transformation? Finally, there is a book that shows you how! This is not a theoretical
treatise but a practical guide that shows you the activities and steps to show results quickly. Learn how to define and build a
comprehensive IT service management solution that incorporates process, technology, organization, and governance activities.
Discover practical tips and step-by-step approaches for defining your IT Service Management Vision, building your processes,
developing a communications strategy, analyzing stakeholders, identifying technology requirements, and building your
transformation program. Organizations that have already undertaken a transformation to IT service management are finding gamechanging results positively received by both business executives and customers of their IT services. Using this book, start your
transformation today!
This book constitutes the refereed proceedings of the 13th International Conference on Software Process Improvement and
Capability Determination, SPICE 2013, held in Bremen, Germany, in June 2013. The 21 revised full papers presented and 7 short
papers were carefully reviewed and selected from numerous submissions. The papers are organized in topical sections on
process quality; medical device software processes; design and use of process models; studies of software development; agile
development; IT service management; assessment for diagnosis.
Learn how to integrate IT service metrics into your business and maximize their usage and effectiveness.
Management, Computers, Computer networks, Information exchange, Data processing, IT and Information Management: IT
Service Management
Supersedes "IT infrastructure practices in small IT units" (1995, ISBN 0113306741).
????OKR,???????(OKR,Objectives and Key Results),??????????,??????????.OKR?4????:????????,?????,??????,????,????,????.
Businesses are becoming increasingly global, so they need a well-orchestrated IT management strategy to meet the increasing
customer expectations and international competition. This concise yet comprehensive edition is designed to prepare students with
IT strategy, planning and management with latest management frameworks, researched principles and proven best practices.
Besides giving an in-depth study of managing IT as a strategic resource, the book also explains how to prepare an effective plan
for implementing IT strategy. Further, it covers the complete lifecycle of IT management encompassing IT projects and program
management, IT service management, planning and measuring returns from IT investment, and management of IT-led change in
the organization. In addition, it deals with the topics of modern interest such as computer ethics, IPR management, and Indian
cyber laws. NEW TO THE EDITION ? Includes three new chapters on ‘Business Model Strategies’, ‘Business Process
Reengineering and ERP’, and ‘Big Data Analytics Strategy’. ? Several case studies in the Indian context to give a practical understanding of the subject for the readers. ? MCQs to help students to test their knowledge. TARGET AUDIENCE • B. Tech
(Computer Science) • B.Tech (IT) • M.Sc. (IT) • MBA (PGDM)
Proceedings of the 11th European Conference on Research Methods in Bolton, UK, on 28-29 June 2011
How is the world of professions and professional work changing? This book offers both an overview of current debates surrounding the
nature of professional work, and the implications for change brought about by the managerialist agenda. The relationships professionals have
with their organizations are variable, indeterminate and uncertain, and there is still debate over the ways in which these should be
characterized and theorized. The contributors discuss these implications with topics including hybrid organizations and hybrid
professionalism; the changing nature of professional and managerial work; profession and identity; and the emergence of HRM as a new
managerial profession. This book will be of interest to academics and postgraduate students seeking a comparative study on contemporary
professional work. It will also be of use to a number of practitioners, namely human resource managers, looking for ways in which to
approach the changing professional world.
New ITIL V3! Real-life use, insights and applications for all ITIL V3 processes * 100% re-researched edition includes 5 Lifecycle phases, 19
Processes, 4 Functions, 51 Mindmaps and 29 other diagrams * 150 hours of work poured into 132 pages of real life data for this Guide.
Known as the "ITIL V3 Encyclopedia," The Guide brings you exclusive data for all ITIL V3's 19 processes, plus implementation advice,
supporting info and related processes help into one handy Guide for you. Use the 51 MindMaps and 19 tables of ITIL data to: * Compare your
ITIL approach to your competitors' and best practice * (Re)design your ITIL processes and activities to improve results -- based on The new
extensive MindMaps * Get more insight in the processes activities * Convince your boss (or client) to OK your implementation ideas and
budget * Discover if the new ITIL processes and activities or other advanced tactics are worth applying for your organization * Find out how
relations between processes differ by process (lots of data.)
The ITSM Process Design Guide: Developing, Rengineering and Improving IT Service Management closes the knowledge gap by providing
detailed guidance on assessing, designing, measuring, and integrating ITSM processes. The advice and techniques in this book apply
unilaterally to every IT service provider and ITSM framework, standard, and maturity model.
????
CONTAINS THE TEXT FOR THE FULL ISO/IEC STANDARD This groundbreaking new title looks at the ISO/IEC 20000 Standard: the scope
and the its basis on the concept of a quality management system. By explain the basic processes and functions within IT Service
Management it describes for the reader some of the common concepts and definitions that are understood across the globe. It builds on this
by describing the basic building blocks of the standard that can be applied to ANY service management framework: whether it is ITIL or any
other. ISO/IEC 20000 An Introduction describes Service Management standards that must be attained for corporate accreditation
A very practical publication that contains the knowledge of a large number of experts from all over the world. Being independent from specific
frameworks, and selected by a large board of experts, the contributions offer the best practical guidance on the daily issues of the IT
manager.
"This book explores new approaches which may better effectively identify, explain, and improve IS assessment in organizations"--Provided by
publisher.

Everything you need to prepare for the ITIL exam The ITIL (Information Technology Infrastructure Library) exam is the
ultimate certification for IT service management. This essential resource is a complete guide to preparing for the ITIL
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Foundation exam and includes everything you need for success.
Measuring ITSMTrafford Publishing
How do you measure and report your ITIL processes? Which ITIL metrics matter the most to Senior Executives? Finally,
there is a book that shows you how! This is not a theoretical treatise, but a practical guide that shows you the operational
metrics to use and how these can be calculated into Key Performance Indicators (KPIs) and Critical Success factors
(CSFs) that resonate with Senior Management. In this book you will learn about: Defining and building a comprehensive
ITIL metrics program; Which metrics are the most important and how to calculate them; Dealing with staff resistance to a
metrics program; Tips and suggestions for what to do if inadequate tools and reporting exist; Suggested work plan for
how to build your metrics program step-by-step. In addition, this book contains a helpful CD with a helpful IT Service
Management modeling tool that covers all 10 ITIL processes. Simply enter your key operational metrics and the KPIs and
CSFs get automatically calculated! This is a comprehensive guide for building any ITIL metrics program with all the
information you need in one place. "Finally, someone tackled the mystery of ITIL metrics and put it all in one place!" "No
theory here…this gives us the real metrics we can easily go after…" "A fantastic addition to our ITIL reference library and
our IT Service Management solution set!"
Cleverly utilizes a fictional story to make the subject matter - implementation of a KPI management system - accessible
and engaging for the reader. The events in the book are based on the author’s own experience and real third party
accounts.
EXIN IT Service Management focuses less on the theory and more on the practical side of ITSM. It combines key IT
service management elements with the quality principles of the ISO/IEC 20000 standard. The EXIN IT Service
Management certification program offers several side-entry and bridge possibilities for those professionals with ITSM
qualifications Preparing For The EXIN It Service Management Based on ISO/IEC 20000 Exam To Become A Certified It
Service Management Expert Based on ISO/IEC 20000 By EXIN? Here We Have Brought Best Exam Questions For You
So That You Can Prepare Well For This Exam. Unlike other online simulation practice tests, you get an eBook version
that is easy to read & remember these questions. You can simply rely on these questions for successfully certifying this
exam.
Die Informationstechnologie hat sich immer mehr von einer Unterstützungsfunktion für die Geschäftsprozesse eines
Unternehmens zu einem wesentlichen Teil der Wertschöpfungskette bei der Erstellung von Produkten und IT-Services
gewandelt. Essenziell für den Erfolg ist eine strukturierte Organisation ihres Aufbaus, ihrer Abläufe sowie ihres Betriebes.
Dies im Sinne eines definierten Wertbeitrags umzusetzen, ist die Aufgabe des IT Managements. Das Buch gibt einen
Überblick über die Grundlagen des IT Managements und zeigt, wie ein IT-Betrieb organisiert und durchgeführt wird.
Dabei liegt das Augenmerk auf mittelgroßen bis großen IT-Organisationen. Der Schwerpunkt liegt auf der Vorstellung der
wesentlichen Aufgabenbereiche des IT Managements im IT-Betrieb und deren Prozessmodellen. Nach wie vor im Trend
ist das Outsourcing des IT-Betriebes. Diesem Thema ist ein eigenes Kapitel eingefügt. Die Technik und
Informationstechnologie entwickeln sich mit hoher Geschwindigkeit weiter. Welche Herausforderungen hierdurch auf das
IT Management zukommen, wird im letzten Kapitel vorgestellt. Großen Wert wird auf die Darstellung der Sachverhalte
aus praktischer Sicht gelegt. Daher sind die Ausführungen immer wieder mit Beispielen aus der Praxis unterlegt. Das
Buch ist für jeden geeignet, der sich einen Überblick über die Funktionsweise eines IT-Betriebes verschaffen möchte.
Insbesondere dient es als Basisliteratur für Studenten der Wirtschaftsinformatik und Betriebswirtschaft.
Foundations of ITIL and its predecessors have become the industry classic guide on the topic of ITIL. Over the years this
authoritative guide has earned its place on the bookshelves and in the briefcases of industry experts as they implement
best practices within their organizations. This version has now been upgraded to reflect ITIL V3. Written in the same
concise way and covering all the facts, readers will find that this title succinctly covers the key aspects of the ITIL V3
upgrade. The ITIL V3 approach covering the ITIL Lifecycle is fully covered. In addition those who are familiar with the
Version 2 process approach will be delighted to discover that this new edition of Foundations of ITIL has split out all the
processes and describes them in detail. This means that it is easy for all readers to access and grasp the process
concepts that are so pivotal to many service management day-to-day operations. This title covers the following:
Changing business environments and information technology advancements fundamentally reshaped the traditional
information landscape in our contemporary society, urging companies to seek innovative ways to diffuse and manage
assets on a global scale. It is crucial for society to understand the new methodologies and common practices that
organizations can utilize to leverage their knowledge into practice. Global Information Diffusion and Management in
Contemporary Society is an essential reference source featuring research on the development and implementation of
contemporary global information management initiatives in organizations. Including coverage on a multitude of topics
such as data security, global manufacturing, and information governance, this book explores the importance of
information management in a global context. This book is ideally designed for managers, information systems specialists,
professionals, researchers, and administrators seeking current research on the theories and applications of global
information management.
This publication focuses on continual service improvement (CSI) from both an IT service and IT service management perspective.
It introduces the concept of CSI at a high level and defines its value before describing common methods and techniques. The
guidance is written for managers and practitioners at all levels.
For trainers free additional material of this book is available. This can be found under the "Training Material" tab. Log in with your
trainer account to access the material.This book and its predecessors have become the industry classic guide on the topic of ITIL.
Over the years this authoritative guide has earned its place on the bookshelves and in the briefcases of industry experts as they
implement best practices within their organizations.This version has now been upgraded to reflect ITIL 2011 Edition. Written in the
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same concise way and covering all the facts, readers will find that this title succinctly covers the key aspects of the ITIL 2011
Edition upgrade.The ITIL 2011 Edition approach covering the ITIL Lifecycle is fully covered. The new and re-written processes in
ITIL 2011 Edition for strategy management and business relationship management are included, as well as the other new and
improved concepts in ITIL 2011 Edition . This means that it is easy for all readers to access and grasp the process concepts that
are so pivotal to many service management day-to-day operations. This title covers the following: Lifecycle phase: Service
strategy Lifecycle phase: Service design Lifecycle phase: Service transition Lifecycle phase: Service operation Lifecycle phase:
Continual service improvement
This book Implementing Metrics for IT Service Management provides a measurement framework which is based on a continuous
improvement lifecycle. The measurement framework is aligned with the IT Infrastructure Library (ITIL®) set of best practices. The
framework is compatible with the Control Objectives for IT (CobiT®) framework and supports ISO/IEC 20000 standards for IT
Service Management.This book also provides the basic concepts around measurements for business/IT alignment, achieving
compliance and driving operation excellence. Where possible, examples, case studies and check lists have been included along
with a scorecard accelerator software tool to further improve the learning experience and accelerate the adoption of
measurements.The goal of this book is to provide the reader with a measurement framework to align IT with the business
objectives to create value through continuous improvements. This book is complimentary to the book Metrics for IT Service
Management also published by Van Haren Publishing.
Up until now, no one has attempted to lay out the entire blueprint for architecting a complete IT service management supporting
infrastructure--until this book. What are the supporting toolsets and technologies that need to support an IT service management
infrastructure? What databases need to be put into place? What are all the IT service management roles and responsibilities to
effectively operate this infrastructure? What kinds of IT support services does almost any IT organization deliver? Get it all here.
This book lists the CI types, toolset descriptions, detailed roles and activities, and much more. Get a firm handle on the data,
functions, services, processes, organization, and technologies all needed to effectively build and operate a complete IT service
management infrastructure. Explore approaches for reviewing and assessing your current toolsets, data, processes, and services.
See where gaps might exist. Find areas that might be missing tools or have too many tools doing similar functions. Validate IT
service management roles and activities. "One can put together an entire IT service management operation just from the
descriptions in this book!" "If I had to build a large IT infrastructure or data center from scratch, this book becomes my most critical
reference!"
EXIN IT Service Management Foundation tests a candidate’s fundamental knowledge of key information and concepts of ITSM.
The emphasis is placed on the service management system (SMS) and service management processes. Specifically the core
concepts and basic terminology of ITSM based on ISO/IEC 20000:2011. Preparing For The EXIN It Service Management
Foundation Based on ISO/IEC 20000 Exam To Become A ITSM Foundation certified By EXIN? Here We Have Brought Best Exam
Questions For You So That You Can Prepare Well For This Exam. Unlike other online simulation practice tests, you get an eBook
version that is easy to read & remember these questions. You can simply rely on these questions for successfully certifying this
exam.
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